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PREAMBLE FOR ALL H&HS CONTRACTS AND REQUEST FOR PROPOSALS (RFP’S) 
 

CONTRACTS – INSERT AS FIRST SECTION IN EXHIBIT A, “STATEMENT OF WORK” 
RFP’S – INSERT AS FIRST SECTION UNDER “INTRODUCTION” HEADING 

 
The Preamble is required in all County New Directions Task Force (NDTF) Health And Human 
Services (H&HS) Member Departments’ contracts and RFP’s. The Preamble establishes that the 
basis for all County H&HS contracts is the provision of the highest level of quality services to 
improve outcomes for children and families, and that the County and its contracting partners are 
the foundation for the provision of services and must share this commitment to excellence.  

 
PREAMBLE 

 
For over a decade, the County has collaborated with its community partners to enhance the capacity of the health 
and human services system to improve the lives of children and families.  These efforts require, as a fundamental 
expectation, that the County’s contracting partners share the County and community’s commitment to provide health 
and human services that support achievement of the County’s vision, goals, values, and adopted outcomes.  Key to 
these efforts is the integration of service delivery systems and the adoption of the Customer Service and Satisfaction 
Standards.   
 
The County of Los Angeles’ Vision is to improve the quality of life in the County by providing responsive, 
efficient, and high quality public services that promote the self-sufficiency, well-being and prosperity of 
individuals, families, business and communities. This philosophy of teamwork and collaboration is anchored in 
the shared values of: 

  
 Responsiveness 

 
 Integrity 

 

  Professionalism  Commitment  
  Accountability  A Can-Do Attitude  
  Compassion  Respect for Diversity  
 

These shared values are encompassed in the County Mission to enrich lives through effective and caring service 
and the County Strategic Plan’s eight goals: 1) Service Excellence; 2) Workforce Excellence; 3) Organizational 
Effectiveness; 4) Fiscal Responsibility; 5) Children and Families’ Well-Being; 6) Community Services; 7) Health and 
Mental Health; and 8) Public Safety. Improving the well-being of children and families requires coordination, 
collaboration, and integration of services across functional and jurisdictional boundaries, by and between County 
departments/agencies, and community and contracting partners.   
 
The basic conditions that represent the well-being we seek for all children and families in Los Angeles County are 
delineated in the following five outcomes, adopted by the Board of Supervisors in January 1993. 

 
• Good Health; 
• Economic Well-Being; 
• Safety and Survival; 
• Emotional and Social Well-Being; and 
• Education and Workforce Readiness. 

 
Recognizing no single strategy - in isolation - can achieve the County’s outcomes of well-being for children and 
families, consensus has emerged among County and community leaders that making substantial improvements in 
integrating the County’s health and human services system is necessary to significantly move toward achieving 
these outcomes.  The County has also established the following values and goals for guiding this effort to integrate 
the health and human services delivery system: 
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 Families are treated with respect in every encounter they have with the health, educational, and social 
services systems. 

 
 Families can easily access a broad range of services to address their needs, build on their strengths, 

and achieve their goals. 
 

 There is no “wrong door”:  wherever a family enters the system is the right place. 
 

 Families receive services tailored to their unique situations and needs. 
 

 Service providers and advocates involve families in the process of determining service plans, and 
proactively provide families with coordinated and comprehensive information, services, and resources. 

 
 The County service system is flexible, able to respond to service demands for both the Countywide 

population and specific population groups. 
 

 The County service system acts to strengthen communities, recognizing that just as individuals live in 
families, families live in communities. 

 
 In supporting families and communities, County agencies work seamlessly with public and private 

service providers, community-based organizations, and other community partners. 
 

 County agencies and their partners work together seamlessly to demonstrate substantial progress 
towards making the system more strength-based, family-focused, culturally-competent, accessible, user-
friendly, responsive, cohesive, efficient, professional, and accountable. 

 County agencies and their partners focus on administrative and operational enhancements to optimize 
the sharing of information, resources, and best practices while also protecting the privacy rights of 
families. 

 
 County agencies and their partners pursue multi-disciplinary service delivery, a single service plan, staff 

development opportunities, infrastructure enhancements, customer service and satisfaction evaluation, 
and revenue maximization. 

 County agencies and their partners create incentives to reinforce the direction toward service integration 
and a seamless service delivery system.  

 
 The County human service system embraces a commitment to the disciplined pursuit of results 

accountability across systems. Specifically, any strategy designed to improve the County human 
services system for children and families should ultimately be judged by whether it helps achieve the 
County’s five outcomes for children and families: good health, economic well-being, safety and survival, 
emotional and social well-being, and education and workforce readiness. 

 
The County, its clients, contracting partners, and the community will continue to work together to develop ways 
to make County services more accessible, customer friendly, better integrated, and outcome-focused. Several 
departments have identified shared themes in their strategic plans for achieving these goals including: making 
an effort to become more consumer/client-focused; valuing community partnerships and collaborations; 
emphasizing values and integrity; and using a strengths-based and multi-disciplinary team approach.  County 
departments are also working to provide the Board of Supervisors and the community with a better 
understanding of how resources are being utilized, how well services are being provided, and what are the 
results of the services: is anyone better off? 
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The County of Los Angeles health and human service departments and their partners are working together to 
achieve the following Customer Service And Satisfaction Standards in support of improving outcomes for 
children and families. 

 
Personal Service Delivery 
The service delivery team – staff and volunteers – will treat customers and each other with courtesy, dignity, 
and respect. 

 
• Introduce themselves by name 
• Listen carefully and patiently to customers 
• Be responsive to cultural and linguistic needs 
• Explain procedures clearly 
• Build on the strengths of families and communities 

 
Service Access 
Service providers will work proactively to facilitate customer access to services. 

 
• Provide services as promptly as possible 
• Provide clear directions and service information 
• Outreach to the community and promote available services 
• Involve families in service plan development 
• Follow-up to ensure appropriate delivery of services 

 
Service Environment 
Service providers will deliver services in a clean, safe, and welcoming environment, which supports the 
effective delivery of services. 

 
• Ensure a safe environment 
• Ensure a professional atmosphere 
• Display vision, mission, and values statements 
• Provide a clean and comfortable waiting area 
• Ensure privacy  
• Post complaint and appeals procedures 

 
The basis for all County health and human services contracts is the provision of the highest level of quality services 
that support improved outcomes for children and families.  The County and its contracting partners must work 
together and share a commitment to achieve a common vision, goals, outcomes, and standards for providing 
services. 
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